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During the course of this presentation, we may make forward‐looking statements 
regarding future events or plans of the company. We caution you that such statements 
reflect our current expectations and estimates based on factors currently known to us 
and that actual events or results may differ materially. The forward-looking statements 
made in the this presentation are being made as of the time and date of its live 
presentation. If reviewed after its live presentation, it may not contain current or 
accurate information. We do not assume any obligation to update 
any forward‐looking statements made herein. 

In addition, any information about our roadmap outlines our general product direction 
and is subject to change at any time without notice. It is for informational purposes only, 
and shall not be incorporated into any contract or other commitment. Splunk undertakes 
no obligation either to develop the features or functionalities described or to include any 
such feature or functionality in a future release.

Splunk, Splunk>, Turn Data Into Doing, The Engine for Machine Data, Splunk Cloud, 
Splunk Light and SPL are trademarks and registered trademarks of Splunk Inc. in the 
United States and other countries. All other brand names, product names, or 
trademarks belong to their respective owners. © 2019 Splunk Inc. All rights reserved.
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​Today’s 
Discussion

​Call Center 101

​Our Journey

​Data Prep Learnings

​Under the Hood

​Reaping the Benefits
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About Call Centers
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Call Center Terminology
Call centers have their own language
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​Higher is Better:
• Representative Satisfaction (Rep Sat)
• Net Promoter Score (NPS)
• QA
• First Contact Resolution (FCR)

​Lower is Better:
• Average Handle Time (AHT)
• Dispatch Rate
• Average Speed of Answer (ASA)

Call Center Functions
Making sense of it all
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Hierarchy: Manager

Manager

Supervisor Supervisor Supervisor Supervisor Supervisor

Supervisor Supervisor Supervisor Supervisor Supervisor
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Hierarchy: Supervisor

Supervisor

Agent Agent Agent Agent Agent Agent Agent

Agent Agent Agent Agent Agent Agent Agent

Agent Agent Agent Agent Agent Agent Agent
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How We Got There
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Where We Started

​Spreadsheets
• Lots and lots of spreadsheets…
• Spreadsheet repository

​Home-grown web applications
• Scorecard written in PHP/HTML
• ASPX-based system

What came before Splunk
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What We Needed

Support
3000+ Users

Visually
Appealing

Simple, Quick
and Real Time

People should
want to use it

Used by: Agents, 
Supervisors, 
Managers & 

Execs 
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“If you want to succeed you 
should strike out on new 
paths, rather than travel 
the worn paths of accepted 
success.”

    John D. Rockefeller
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Review of Options

​Splunk

• Powerful Visualization 
Options

• Real-time data
• Licensing based on data 

ingestion
• Relatively short learning 

curve
• Good performance
• Quick turnaround (demo to 

delivery)

​Custom-built Option

• Super-customizable
• Real-time is possible
• No licensing concerns
• Huge time commitment
• Requires significant skill and 

data set

​Traditional Platforms

• Powerful Visualization 
Options

• Limited real-time capabilities
• User-based licensing models
• Huge learning curve

Splunk vs. Everything Else
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1. Design session with ALL end-users

2. Build a proof-of-concept

3. Communicate!

 

How We Got 
Managemen
t Buy-In
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We Did it in Under 12 Months!

4/2018 – 5/2018
• Research KPI’s
• Establish project team

6/2018
• Outline structure
• Explore viz options
• Begin data prep

8/2018
• KPI’s finalized
• Design session

9/2018
• Started using 

Splunk
• Established

DB links
• Built shell 

mockups

10/2018
• Completed first set 

of data prep
• Started building 

drilldown 
dashboards

• Delivered demo of 
Sup dash

11/2018
• Completed 

second set of 
data prep

• ACD and 
Repeat indexes 
completed

12/2018
• Delivered demo 

to call center
• Summary index 

planning

1/2019
• Summary 

index built
• Additional data 

indexes built
• Started on 

Manager and 
Agent dash

2/2019
• Soft launch
• Finalized drilldown dashboards
• Additional indexes built

3/2019
• Official release
• Bug fixes
• New features 

started
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Arts and Crafts
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“Just because you can
doesn’t mean you should.”

    Everybody that knows better



© 2019 SPLUNK INC.

​Planning 
the 
Supervisor 
View
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“I’m already acclimated to 
it, 
no looking back!”

     M.R. - Supervisor
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​Planning 
the Agents 
View
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“It’s great having access to 
everything at a glance on 
one screen. Then if they 
want to drill down, they can.”

     L.A. - Supervisor
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Preparing the Data
 



© 2019 SPLUNK INC.

Where does it come from?

​Automated Call Distribution (ACD)
• Nine Internal Centers and Eight Vendors

​Chats

​Ticketing

​Dispatches
• Four different systems

​Surveys
• Email and Chat Vendors

​Quality Assurance

​Internal Feedback

​Scheduling

​Other Internal Systems
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1. Know your data, and what you
want from it.

2. Rising Columns!

3. Get creative

 

Data Prep:
Key 
Takeaways 
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Code!
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Time zones

​Normalize Dashboard Timepicker to Central

Normalize Data to Central
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Insert your own screenshot here.
For best results, use an image sized at 1450 x 850
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What do we get out of it?
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The true benefit of the 
Splunk dashboard 
cannot be fully 
quantified because 
much of the data 
simply didn't exist in 
the old scorecard.  

​Benefits Realized

• Ability to quickly customize data at both a 
management and agent level.  

• Identify trends / improvement areas which 
previously either wasn't available or required 
secondary / complex reports.  

• Quick identification of individual development 
and center training opportunities.  

• Ability for agents to see detailed metric 
breakdowns vs old static results.

• Enhances one on one meetings by focusing on 
improvement rather than results.
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Adding it up

​49 Supervisors

​931 Total Hours
Monthly

​19 Hours Each
Per Month
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​ 

 

10976 Hours
Returned to our supervisors Annually!
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Q&A
Jeremy Lemley | Lead Operations Analyst
Russ White | Operations Analyst II



RATE THIS SESSION
Go to the .conf19 mobile app to
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You
!

Thank


